Mayo Clinic displays steadfast commitment to patient care, referral relations, and health care quality through institutional examples of unique, value-add endeavors that are under way with the Mayo Clinic Patient Experience Subcommittee and the Referring Physician Office. In this article, we share the Mayo Model of Care and patient stories that embody the 8 Mayo Clinic values of respect, compassion, integrity, healing, teamwork, excellence, innovation, and stewardship. The Mayo founders imparted to their staff the passion for patient care by encouraging a fair and just culture for its employees. This culture allows the creation, maintenance, and improvement of clinical care, research studies, and educational curricula, which in turn propagate the mission-"To inspire hope and contribute to health and well-being by providing the best care to every patient through integrated clinical practice, education, and research."
Introduction
For 150 years, Mayo Clinic's primary charge, to care for patients who need hope and healing, has been steadfast. The Mayo brothers' inspiration in serving the patient was boldly conveyed in the quotation, "the best interest of the patient is the only interest to be considered." 1 This commitment requires the utmost quality and safety of patient care and also leading-edge research and medical education. This platform of patient care, research, and education has cultivated the most trusted partner for health care due to world-class expertise and knowledge, both at the bedside and in laboratories. Mayo Clinic's success results from engaging and energizing its staff around the values and culture that make the Mayo Clinic patient experience unique.
The founders of Mayo Clinic built it on 3 dimensions: 1) to provide the best possible patient care, 2) to pursue further knowledge through research, and 3) to learn better techniques and teach others whenever possible. 1 The 3 interlocking shields of the Mayo Clinic logo symbolize the multifaceted mission, with the center, and larger, shield representing patient care. This mission is further conveyed in the Mayo Clinic primary value, "The needs of the patient come first," and is accomplished by staff embracement of this principle, continuous enhancement of the Mayo Clinic environment, and individual momentto-moment encounters between patients and the Mayo Clinic health care team.
Mayo Clinic continuously focuses on the needs of the patient by building the infrastructure within our organization to proactively improve the patient experience by engaging and energizing our staff on service fundamentals and efforts that entail the following:  Service recovery: engage employees to address patient needs as they arise and thereby increase patient loyalty, trust, and satisfaction.
 Patient satisfaction data: analyze and interpret data to identify themes within clinical areas that need improvement and provide service consultation to increase patient satisfaction scores.  The Mayo Clinic Model of Care: deliver patient care with respect, quality, and excellence while practicing our values of collaboration, compassion, and innovation.  Integration: an unparalleled patient-centric health care experience through seamless care coordination and information-knowledge transfer across the continuum.  Transition: harmonious, uninterrupted attention to the patient's medical needs before, during, and after consultation at Mayo Clinic and through all stages of life.  Expectations: anticipate and exceed patient expectations during Mayo Clinic encounters, designing the patient experience of tomorrow.
Programs and services reflecting the organization's Value Statements, which serve patients and external providers, are a direct result of employee dedication and senior leadership support.
The Patient Experience Subcommittee
Mayo Clinic proactively embraces patient care, aiming to set the standard in all aspects of clinical medicine. As such, the Patient Experience Subcommittee (PES) serves as a comprehensive institutional resource to ensure this goal is met. Established in 2013 by senior leadership, the PES helps Mayo Clinic staff better understand the patient experience, informs the organization, and fosters a culture of service. The voice of the Mayo Clinic patient comes to the practice through participation in Patient-Family Advisory Councils, participation in select quality committees, daily feedback to staff, patient satisfaction surveys, and complaint data. Mayo Clinic views each encounter with patients, including complaints, as a gift; our patients have always helped transform the practice at Mayo Clinic. The PES also focuses on creating a serviceminded culture through educational classes and consultations with departments, health care providers, and care teams. The PES leads performance improvement projects that focus on enhancing the patient's experience and journey across Mayo Clinic.
The Referring Physician Office
The Referring Physician Office (RPO) at Mayo Clinic is the office of service to the external health care community. It is the leading resource for external providers who are seeking referral services and clinical, educational, and research information from Mayo Clinic. RPO staff are an extension of the practice, collaborating across multiple clinical and administrative departments internally to ensure that patient access is optimized, external providers are aware of the unique services offered at Mayo Clinic to best serve their patients, and constructive feedback is heeded to improve the clinical practice.
Our approach to strengthening provider relations focuses on the following 3 core principles:  Respect: appreciating the dedication and diligence of individual providers delivering the best possible care for their patients, understanding it is a privilege to be asked to collaborate.  Communication: providing timely, thorough, succinct transmission of medical documentation on shared patients and being readily available for further discussion.  Awareness: educating providers on quaternary clinical and laboratory services, cutting-edge research, quality projects, and education programs ongoing at Mayo Clinic, enabling patients to have the best health care in the world.
Delivering Excellence
Improving the patient and external provider experience brings numerous benefits to patients and providers in that patient satisfaction improves clinical outcomes and quality of care. A proactive commitment to continued analysis of services and structure is imperative to best serve patients and to compete in the health care marketplace. Hence, improving relationships with patients and individual providers benefits the medical institution itself, creating more productive and satisfied personnel, enhancing financial stability, and positively affecting brand reputation. 
Integrity
Mayo Clinic maintains the highest standards of quality and safety, yet unanticipated outcomes periodically occur in the delivery of care to our patients. When these events happen, Mayo Clinic is very transparent with the patient and family, focusing on the next steps in care and helping them understand what truly occurred. Our policies and procedures reflect our expectation that these explanations will be professional and timely. Staff are asked to disclose the facts as known and to give the patients the information they need to help them understand what is happening to their health and to their treatment plan. Although it is unfortunate that errors do occur in health care, Mayo Clinic strives to treat each patient with compassion, honesty, and integrity and to learn from every situation.
Healing
Mayo Clinic inspires hope and nurtures the well-being of the whole person by respecting the physical, emotional, and spiritual needs of the patient. This value is evident simply by walking into Mayo Clinic at any location. Each of the 3 main campuses of Mayo Clinic has a focus on the experience that the facilities and space create for patients. The architecture delights with simple and elegant designs using building materials of beautiful stone, marble, and metals, infused with artwork and décor for patients to enjoy. Mayo Clinic Health System sites also have similar attention to facilities and common finishes that mirror those of the 3 main campuses. This approach is supported by policies that foster a clean and low-clutter appearance in patient areas. illustrations and life-sized models of the twins' conjoined rib cages to enhance the visibility and understanding of the internal organs. The surgical team had waited to this point in time-as close to surgery as possible-to have the models constructed because they needed the timeliest information possible: the twins were growing every day.
This type of collaboration-combining a diverse set of expertise across many areas-continues the vision set 150 years ago by founder William Worrall Mayo, MD, who created a model of diversity, teamwork, and mutual respect that brings the best-of-the-best to every aspect of a care team.
Excellence
Service excellence is a phrase heard often throughout the halls of Mayo Clinic, and innovative ways to continually improve and measure service are always at the forefront of every department's leadership. A recent project led by staff in the Division of Nephrology and Hypertension seized an opportunity to reengineer how they care for patients with chronic kidney disease.
The team engaged with a systems engineer to better understand not just what outcomes mattered for reimbursement but also what outcomes mattered to individual patients. They began measuring metrics for success, such as patient satisfaction, hospitalization rate, mortality, and financial performance at the outset of the project.
Team members interviewed and observed patients and their families to understand their specific behaviors, needs, goals, motivations, and expectations. They developed 8 personas to represent how different patients approached managing their chronic disease. The personas were designed to represent different patient types, considering factors such as health status, psychosocial and socioeconomic factors, values, goals, and preferences. The personas were designed to give the team insights into how patients make decisions.
The new approach developed through this process prevented almost 1,000 days in the hospital from 2011 to 2013. 
Conclusion
Mayo Clinic is a proactive, innovative health care organization that celebrated its sesquicentennial in 2014. Its success directly results from the consistent, resolute focus on the care of patients. The resulting organizational culture ensures continuation of the current Mayo Clinic patient care structure of seamless, whole-person, collaborative and relationship-based care among a health care team for the individual patient.
Today, Mayo Clinic is reaching patients in ways never imagined by its founders. Social media, an online patient community, and innovative methods of delivering care with technology make it easy to reach patients in new ways and with new care delivery models. Patients and consumers want access to Mayo Clinic knowledge. Brand loyalty is created and relationships are enhanced with every touch point and interaction in the continuum of care and by understanding patients' needs, wants, and desires-a tenet the Mayo Clinic founders knew instinctually that continues to be practiced moment to moment each day at all Mayo Clinic locations. The Mayo Clinic patient experience is the sum of perceptions and experiences, including experiences that are carefully planned, such as the clinical encounter, those anticipated for the future, and those that cannot be planned for.
Providing excellence in the patient's experience has always been a foundation of who we are at Mayo Clinic. Whether we are caring for a patient face-to-face in a community or specialty setting or providing critical health care guidance and information to someone halfway around the world, we want every person we touch to have the "Mayo experience." Moment by moment, each decision or interaction builds a relationship of trust and loyalty. As we work toward our goal of expanding our reach to include meaningful relationships with 200 million people worldwide, we must sharpen our focus on delivering affordable, consistent, unparalleled experiences for patients, their families, and consumers everywhere. 
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